Al
I made you aware that customer James, job R15866 had reported damage to a wardrobe that you were unaware of at the time. You later confirmed that Jamie was responsible and did not let you know that he had done it.

As you can imagine this has put me in a very uncomfortable position with the customer who thinks we were trying to escape responsibility. I have explained the situation and agreed to accept the cost of replacing a side section of the unit as a repair is not an option and the panel cannot be removed and replaced.
The cost of this is £291.00 (see attached invoice) and Mr Carpet has refunded this amount to the customer. Mr James has agreed to wait for the next delivery from the maker in France rather than pay an extra £100 for express shipment that in the circumstances is a kind gesture.

I am afraid this amount will have to be collected from your payments and you may want to speak to Alison regarding how this can be best done. We are currently holding £100 against this job in anticipation of a charge back.
Can I please stress that we need to maintain good working relationships with our customers and that this type of ‘oversight’ does nothing but damage the goodwill that we establish with our customers at branch level.

Please let Jamie know that all damage has to be reported immediately as it is much better to come clean because it indicates to the customer that they are dealing with an honest company that values integrity.

By the way there was also damage to plaster and paintwork to a chimney breast that the customer is not pursuing.

Thank you for your understanding and I hope that this situation will not occur again as I know in the past you have put your hand up when this type of thing has happened.

Regards

Mike
